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Chat commerce lets your customers engage with you in the way they 
prefer: over chat. It gives your modern mobile-first, mobile-always 
customers what they want—24/7 instant access to customer support, 
account management, and transaction services—using the chat apps 
they use to communicate every day with family and friends.  

While chat commerce is just starting to become a major influence 
in the West, it’s already dominant in regions of the world where the 
primary method of getting online is via mobile. In China, 50% of WeChat 
users make in-chat purchases. In Africa, hundreds of millions of in-
chat transactions take place annually. According to Mobilesquared, it is 
estimated that businesses using the WhatsApp API will grow more than 
5400%, from 992 at the end of 2019 to almost 55,000 by 2024. 

Empower customers to help themselves 
Chat self-service lets your customers get answers immediately and 
perform routine tasks on their own, whenever and from wherever they 
are, using the chat channels they use with family and friends. It empowers 
your company to deliver faster service to keep existing customers 
engaged, and is often used in tandem with chat commerce to deliver a 
seamless end-to-end customer experience. 

Enable customers to: 
• check the status of orders or deliveries 
• check airtime and data balances 
• locate businesses’ nearest locations and operating times 
• confirm appointments 
• confirm flight times and details

http://www.clickatell.com
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Chat commerce and chat self-service are making a big impact in nearly every 
industry—and none more so than in the world of banking. With chat banking, 
your customers can get all of their digital banking customer support, account 
management, and bill payment services from within chat while you automate the 
process to deliver a fast and familiar mobile experience.  

Enable customers to: 
• instantly access digital banking customer support, account management, 

and bill payment services
• manage digital products and payments, and purchase goods and services 

from your bank and partners 
• make instant payments and purchase mobile data and airtime, digital media 

subscriptions, and gift cards 

Leverage chat commerce 
and chat self-service for 
your bank

http://www.clickatell.com
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The Chat Banking Experience

NEW SERVICES AND OFFERS
• Open new accounts
• Order new account services
• Choose new account and transaction-related offers

FRAUD MANAGEMENT 
• Report fraud or ID theft
• Card controls
• Manual reviews
• Chargeback/dispute mitigation

NEW SERVICES AND PROMOTIONS
• Apply for cards
• Apply for loans  
• Choose promotions

TRANSACTION SERVICES
• Funds transfer
• Bill payment
• Purchase digital goods

CONTACT CENTER QUESTIONS REGARDING
• Payments, payment plans, lower interest 

rates, credit cards
• Mortgages, refinancing
• Small business loans

UPDATES AND ALERTS
• Bill payment alerts 
• Event and appointment updates
• Low balance alerts

ACCOUNT MANAGEMENT 
• View account balances
• Bank statement retrieval 
• Stop payment 

http://www.clickatell.com
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Entertainment/Media

• Make instant payments and 
purchase online subscriptions

• Manage digital products and 
payments, and purchase 
goods and services from your 
media company and partners

Transportation/Airlines  

• Book flights or upgrade seats 
• Purchase lounge passes
• Purchase additional baggage 

allowance
• Purchase air miles
• Manage and apply loyalty 

points

Telco 

• Make instant payments and 
purchase mobile airtime and 
data top-up

• Manage digital products and 
payments, and purchase 
goods and services from your 
telecom provider and partners

Utilities

• Make instant payments of 
utility bills such as electricity

• Manage digital products and 
payments, and purchase 
additional goods and services 
from your utilities provider and 
partners

Chat commerce and chat  
self-service are upending  
every vertical

http://www.clickatell.com
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Powering chat commerce 
across the globe
At Clickatell, we enable businesses to connect, interact, and transact with their 
customers and empower people to buy goods and services anytime, anywhere 
through the world’s most popular chat apps. This is a paradigm shift, one that 
strengthens relationships between your company and its customers—while at 
the same time delivering significant cost-savings to your company’s bottom line.

Upending business-as-usual isn’t new to Clickatell. We’ve been doing it since 
our founding twenty years ago. We’ve logged several key firsts—and currently 
engage with four out of every five people on the planet.

We service over 15000+ clients

10+ Billion
ANNUAL MESSAGES SENT

350+ Million
ANNUAL COMMERCE TRANSACTIONS

ENGAGE WITH OVER 85% 
OF THE WORLD’S POPULATION

20 Years  
B2B EXPERIENCE1ST IN THE WORLD  

TO ENABLE CHAT 
BANKING ON WHATSAPP

http://www.clickatell.com
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Clickatell Connect Platform: Reach and engage customers over their favorite 
channels.

Clickatell Touch Platform: Interact with your customers via chat and SMS.

Clickatell Transact Platform: Meet your customers’ mobile commerce needs 
through their chosen chat channels.

Clickatell Portal: Manage your channels, products and subscriptions from a 
central web-based user portal.

Our product stack is purpose-built to help your business communicate and 
transact with customers on the most popular messaging channels.

Strengthen customer 
relationships with 
Clickatell’s powerful 
platforms

http://www.clickatell.com
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USSD WhatsApp

SMS

SMS Web Chat

Payment 
Management

Transaction 
Management

MARKETPLACE

Digital Products 
Management

CONNECT

User Management

Billing and Payment

Self-ervice

USER 
 PORTAL

Encryption Channel 
Management

Queuing and 
Routing

One API Channel 
Adaptor

Number 
Management

OPERATIONS 
AND SUPPORT

Clickatell Event 
Management

Monitoring

Business Reporting 
 and Analytics

Unified Access

Individual 
Dashboards

TRANSACT

FLOW

Workflow 
Conversation 
Management 

Multiple 
Channels

Workflow 
Management

API
Integration

CHAT DESK

Supervisor 
Assist

Agent 
Resolutions

Simplify 
Administration

Campaign 
Scheduling and 

Management

Create
Templates

Enable  
Opt-in

Contact 
and List 

Management

CAMPAIGN MANAGER

Monitor 
Results 

TOUCH

24/7 Email and 
Phone Support

Dedicated Technical 
Account Manager 

Change Plans 
Anytime

http://www.clickatell.com
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Communicate securely, reliably, and instantly with your customers 
using integrations into either Clickatell’s One API or messaging-specific 
APIs. Integrate with Clickatell’s messaging platform to easily set up and 
manage traffic over multiple channels with a single API integration. 
Clickatell’s One API exposes the full WhatsApp and SMS messaging 
feature sets with the potential to add more communication channels 
in the future. SMS and USSD channels are also available through other 
direct API integrations.

• Enable multiple messaging channels
• Reduce the cost of development
• Easily switch channels based on API configuration
• Ensure message delivery using channel failover rules
• Encrypt messaging content

Channels supported on One API:

SMS
 SMS    WhatsApp

Type a message here

07:28

Anywhere Bank
Online

I want to buy my monthly Metro train  
pass 7:28

The June Metro Train Pass is $125.66. Do 
you want to buy it now? 7:28

You are paid through May. Do you want to 
pay for the month of June? 7:28

TODAY
Hi Emily, how can I help you?

7:28

7:28Yes 

7:28Yes  

Your June Metro Train Service Pass has 
now been purchased. 7:28

CLICKATELL   
CONNECT PLATFORM

http://www.clickatell.com
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ONE API ACCESS TO MULTIPLE CHANNELS
Remove the complexities of managing different messaging formats 
over multiple communication channels with our single integration point. 
A single API integration allows seamless access to an ever-expanding 
list of communication channels—SMS, WhatsApp, etc. This enables 
you to create your chat services just once, and then deploy on multiple 
third-party chat applications. 

ENCRYPTION
Ensure that conversations between your business and customers 
remain private with end-to-end encryption. Message security is built 
into our platform architecture with the standard server-side encryption 
as a default. Clickatell also offers maximum security with client-side 
encryption. 

CHANNEL MANAGEMENT
Add new mobile channels, set up channel properties, and define 
integrations with your business systems to reach more customers 
across channels and applications.

NUMBER MANAGEMENT
Manage your communication numbers including USSD service codes, 
short and long numbers for SMS integrations, as well as your approved 
WhatsApp business number and profile information.

SCALE-READY QUEUING AND ROUTING
Route messages to your infrastructure around the world and rapidly 
scale at a low cost with our cloud-hosted managed solution. The 
Connect platform manages routing and queuing of messaging traffic 
across all channels.

http://www.clickatell.com
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Seamlessly incorporate multi-channel conversations into your contact 
center, enabling live agents with workflow management technology to 
instantaneously respond to mobile inquiries—all from within existing 
web-based consoles. Our cross-channel platform for engagement 
allows your business processes to be reused across any number of 
supported channels. We offer Flow, Chat Desk and Campaign Manager 
as part of our Touch Platform. 

CLICKATELL   
TOUCH PLATFORM

http://www.clickatell.com
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Flow 
Our integrated and intuitive workflow builder, Flow, enables non- 
technical staff to design the rich self-service experiences and 
transactional activities your customers crave and demand. Visually 
create, edit, and manage your customer communications and business 
process workflows across multiple mobile channels, such as WhatsApp, 
SMS, and USSD—with no developer time needed. 

http://www.clickatell.com
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WORKFLOW CONVERSATION MANAGEMENT 
Communicate effectively with your customers using Flow’s built-in 
keywords and reliable, natural neuro-linguistic programming tools to 
manage dialogues as humanly as possible. Create robust frequently 
asked questions (FAQs) and offer self-service options your customers 
want and need for quick answers in real-time without being put on hold. 

MULTIPLE CHANNELS 
Build and deploy workflows across one or more of the following channels 
on Flow, creating better user-experiences through the customer’s/ 
end-users, chosen channel. 

  WhatsApp 

  USSD 

SMS
 SMS

API INTEGRATION 
Use Flow to integrate with third-party systems that can handle JSON 
payloads via Restful APIs. This enables you to provide dynamic user-
experiences in-channel by retrieving and pushing data to third-party 
systems.  

WORKFLOW MANAGEMENT 
Create customer conversations within minutes, using our simple drag-
and-drop user interface and workflow management system.

http://www.clickatell.com
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Chat Desk
Deliver deeper, richer customer experiences. Connect your live agents 
to customers on leading mobile chat channels such as WhatsApp, 
Facebook Messenger, and through web chat. An easy-to-use chat desk 
interface makes managing multiple customer inquiries and your agents’ 
workload simple—enabling quicker customer responses, and reducing 
strain on your contact center. 

http://www.clickatell.com
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SUPERVISOR ASSIST 
Deliver customer experiences with supervisor oversight and efficient 
routing of customer inquiries to correct departments and agents. Manage 
customer escalations and agent workloads in real-time with supervisor 
tools. 

AGENT RESOLUTIONS  
Manage multiple customer inquiries on WhatsApp, Facebook Messenger, 
and web chat from a single interface. With automated customer respons-
es, agents can deliver faster, more consistent customer experiences. 

SIMPLIFY ADMINISTRATION 
Get the best out of your team by monitoring agents’ productivity, 
workload, and performance. With real-time reporting, you can drill deeper 
into customer sentiment across channels and generate customer 
insights from CSAT and NPS surveys.

Chat Desk lets you: 
Eliminate customer wait time on the phone 

Resolve customer inquiries faster with live agent chat support  

Increase customer engagement  
Support customers where they are, on a familiar chat platform  

Decrease call center volumes and costs  
Reduce incoming customer phone calls with chat  

Reach wider audiences and demographics  
Connect with more customers, particularly younger demographics, on 
chat 

http://www.clickatell.com
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Campaign Manager 
Your customers love being informed and having personalized offers 
delivered directly to them. With Campaign Manager, create and launch 
custom 1-way or 2-way SMS campaigns within minutes, with no coding 
or developer time required. 

http://www.clickatell.com
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SCHEDULE AND MANAGE SMS CAMPAIGNS  
Define and schedule 1-way or 2-way SMS campaigns across various 
regions. 

CREATE TEMPLATES 
Create and re-use popular campaign templates for consistent 
messaging.  

ENABLE OPT-IN  
Manage subscriptions and opt-outs across multiple campaigns. 

CONTACT AND LIST MANAGEMENT  
Add, edit, delete, and upload contacts and group them. 

MONITOR RESULTS  
Access message-specific details to help measure and optimize the 
success of campaigns. 

Unleash the power of SMS campaigns 
SMS is a powerful channel for connecting with customers to offer and 
manage some of your key programs and initiatives: 

Customer loyalty programs 
Send customers coupon codes and promotional offers for their 
favorite products. 

Appointment reminders and scheduling 
Set, confirm, and remind customers of appointments and 
reservations. 

Account notifications and alert management 
Inform customers or employees of issues that need immediate 
attention. 

Customer survey management 
Engage customers and gather insight into their opinions with two-
way messaging. 

Event management 
Engage event attendees with welcome messages, venue 
information, and updates.

http://www.clickatell.com
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Quickly and securely enter the world of chat commerce with the Clickatell 
Transact Platform. Enable convenient payments and transactions in chat to 
increase customer engagement and retention efforts.

CLICKATELL   
TRANSACT PLATFORM

DIGITAL PRODUCTS MANAGEMENT 
Increase engagement on your chat applications and earn commissions by 
selling proven, market-specific digital products such as airtime, data, and 
bill payments that drive acquisition and increase retention.  

PAYMENT MANAGEMENT 
Offer in-chat payment with Clickatell’s pre-defined commerce templates 
which are built for ready integration with your existing payment acceptance 
vendors. 

TRANSACTION MANAGEMENT 
Gain real-time and detailed views of each transaction, sale, and refund with 
Clickatell’s Portal.  Transaction Management services automatically take 
care of vendor-specific rules for retries and queuing providing the highest 
conversion rates in the industry.  

Anywhere Bank

Hi. How may I help you today?

09:37

Typically replies instantly

    Aa

4

TODAY, 09:35

Hi

Sure. I can help you. What credit card are 
you looking for?

Personal

Sure thing. We will process your request 
now and notify you shortly.

I would like to apply for a 
credit card.

Personal Credit Card

Business Credit Card

Diners Club Credit Card

Anywhere Bank
Online

Today

09:37

Hi, what can I help you with?

1GB of data will cost you R99. 
How do you want to pay?

Processing your request. Is there 
anything else I can help you with?

I want to buy 1GB of data.

Use my credit card to pay.

9:35 AM

9:35 AM

9:35 AM

9:35 AM   

9:35 AM   

Hi 9:35 AM   

I am good. 9:35 AM   

http://www.clickatell.com
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Easily enable chat commerce with predefined 
templates
Maximize conversion rates for customer-initiated transactions and 
drive up commission-based revenues. Our Commerce Templates make 
it easy to roll out new services within a chat app. These pre-defined 
workflows provide you with user experiences optimized for chat and 
designed to maximize sales. They allow you to get up-and-running 
within hours. What’s more, you’ll know you have set up your systems and 
workflows correctly—with no heavy programming needed. 

Easily enable the following via chat:

Agent Banking extends your financial services to rural 
markets 

Agent Banking enables bank customers to operate as 
agents who can carry out mobile banking transactions on 
behalf of other consumers. Mobile chat applications are the 
ideal vehicles for enabling agents to extend your services 
to others within rural environments—without setting up 
expensive infrastructure. 

• Allow your agents to access your services from any 
phone, whether a feature or a smart phone, from 
anywhere and at any time 

• Track sales, calculate commissions, extend services to 
rural networks—and provide agents all the tools they 
need to get started immediately.

ACME Bank
Online

Today

09:37

Please enter the number of the 
person you wish to sell airtime to

9:35 AM

ACME Bank Agent Service menu:

1. Sell Airtime
2. Sell Data
3. Transfer - ACME Bank
4. Transfer - Other Banks
5. Pay Bills 4:54 PM

Airtime purchase
4:54 PM   

08012345678
4:54 PM   

Please tap the link below to confirm 
the purchase of N700 airtime for 
08012345678

Http://secure.acmebank.com
4:54 PM

Your airtime sale and successfully and 
you have earned N5 this transaction.

4:54 PM

http://www.clickatell.com
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Offer Airtime and Data Purchases

Banks that offer prepaid airtime and data products via 
their mobile chat drive significantly higher user retention 
and user lifetime value. 

• Facilitate self-purchase, gifting, and Auto Top-up.
• Automatically curate the most popular, 

geographically relevant and user-targeted data 
products—significantly improving the likelihood 
of the sale.

• Seamlessly integrate preferred payment 
acceptance methods.

Enable Bill Payments

Allowing users to easily pay for bills such as electricity 
usage has been shown to significantly drive user 
retention within chat. 

• Easily verify and manage biller information.
• Get comprehensive coverage of billers.
• Seamlessly integrate with your preferred payment 

acceptance methods.

Extend microloans to help customers purchase airtime and 

data

With Clickatell’s commissions on airtime and data sales and 
interest fees on microloans, Airtime/Data Advance isn’t 
just a lucrative offer, it’s a value-added service that keeps 
customers engaged and loyal to your brand. Clickatell’s 
templates allow banks to: 

• Seamlessly integrate with risk assessment APIs.
• Offer key use-cases such as understanding loan 

terms, viewing credit risk score, tracking outstanding 
loans, and more.

• Access your payment acceptance methods of choice.

like to do

1. Airtime Purchase
2. Data Purchase
3. Bank Transfer
4. Account Balance
5. Airtime Advance
6. Bill Payment
7. Agent Services
8. Auto Top-up 4:54 PM

ACME Bank
Online

09:37

1. Subscribe
2. Unsubscribe 4:54 PM

Auto top up
4:54 PM   

Subscribe 4:54 PM   

Please tap the link below to confirm 
your auto top-up of N1000 when you 
reach a threshold of N50.

Http://secure.acmebank.com
4:54 PM

Kindly input the auto top-up amount
4:54 PM

1000
4:54 PM   

Your auto top-up subscription has 
been setup! 4:54 PM

Welcome back. What would you 
like to do?

1. Airtime Purchase
2. Data Purchase
3. Bank Transfer
4. Account Balance
5. Airtime Advance
6. Bill Payment
7. Agent Services 4:54 PM

ACME Bank
Online

09:37

Airtime advance
4:54 PM   

Please tap the link below to confirm 
your airtime advance of N1000.

Http://secure.acmebank.com 4:54 PM

1000
4:54 PM   

Your airtime advance request was
successful! 4:54 PM

Your maximum loan amount is N5000. 
How much would you like to borrow?

4:54 PM

Hi
4:54 PM   

7. Agent Services
4:54 PM

ACME Bank
Online

09:37

You are purchasing electricity in 
the Cape Town Municipality for 
Od***********ya.

Enter your recharge amount. 4:54 PM

Buy electricity
4:45PM   

What is your meter number?
9:35 AM

07137201740
4:45PM   

R300
4:54 PM   

Please tap the link below to confirm 
the purchase of R300 for meter 
number 07137201740

Http://secure.acmebank.com 4:54 PM

Thank you for using this service. 
1745-6923-4269-2345 is your voucher 
code for meter: 07137201740 to the 
value of R300. This is Prepaid  
Electricity on the 30.3.2020 for Cape 
Town Municipality. 4:54 PM

http://www.clickatell.com
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Access and manage your Clickatell products and services in our  
easy-to-use portal.

CLICKATELL 
PORTAL

http://www.clickatell.com
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User Portal
UNIFIED ACCESS
Sign into our unified portal and get started with adding products, 
messaging channels, and more.

INDIVIDUAL DASHBOARDS
Easily manage your services or apply for a new WhatsApp account, 
purchase a new long number or activate products such as Flow and 
Chat Desk with a few simple clicks.

SELF-SERVICE
Clickatell’s portal is built for self-service. Should you require any 
assistance in setting up or upgrading your account, our support team is 
available.

BUSINESS REPORTING AND ANALYTICS
Closely track product performance metrics with real-time reporting. 

USER MANAGEMENT
Invite and manage user roles and permissions across the Clickatell 
product stack through our self-service portal.

BILLING AND PAYMENTS
Enjoy simplified billing and payments across all products that you 
activate within the Clickatell product stack. 

http://www.clickatell.com
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Operations and Support 
Optimize the services you give your customers without disruption. We 
offer comprehensive 24/7 support packages for all your business needs. 

MONITORING
Enjoy 99.99% uptime with industry-leading SLAs and product 
performance monitoring services 24 hours a day, 7 days a week.

24/7 EMAIL AND PHONE SUPPORT
Rapidly deploy fixes on your systems or third-party systems for 
maximum uptime. Clickatell’s support team is available 24/7 for 
immediate assistance.

DEDICATED TECHNICAL ACCOUNT MANAGER 
Get problems fixed fast with a dedicated Technical Account Manager 
that knows your setup and account details. 

CHANGE PLANS ANYTIME
Take advantage of monthly and annual flexible support packages and 
upgrade or downgrade at any time.

CLICKATELL EVENT MANAGEMENT
Whether planning for changes in seasonal volumes, annual events 
such as Black Friday, releasing new applications, or migrating critical 
platforms, seamlessly execute important events with Clickatell’s event 
management support.

http://www.clickatell.com
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AWARDS AND  
RECOGNITIONS  
Clickatell has been recognized as a leader by industry 
and associations across the world. These awards 
recognize our continued commitment to helping 
our customers and making a better world through 
technology. 

TOP 10 FINANCIAL SERVICES 
COMPANIES IN THE WORLD  

2018

FINTECH SOLUTION OF 
 THE YEAR 2018

FINANCIAL INCLUSION 
PRODUCT OF THE  

YEAR

BEST LENDING INITIATIVE 
APPLICATION OR PROGRAMME

AWARD FOR WEST  
AFRICA

http://www.clickatell.com
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COMPANIES WE’RE HONORED 
TO WORK WITH 

http://www.clickatell.com


Intrigued?  

Inspired?  

Want to find out more about 
how your organization can up 

your customer game with chat 
commerce?

 Let’s chat.
 Visit Clickatell today to get in touch with a sales specialist  

to help you find the right product and solution for your 
company and customer needs.

Alternatively, contact our customer support department.

https://www.clickatell.com/
https://www.clickatell.com/contact/contact-support/

